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We	live	in	interesting	times



BEFORE	WE	TALK	SERVICE…..
Part	1



Let’s	talk	about	things



Specifically,	how	digitization	and	connectivity	is	
changing	the	world	of	things



Impact	of	Digitization	&	
Connectivity

“They	AUGMENT our	capabilities.	The	greater	we	
are	augmented,	the	more	effective	we	can	live	our	
lives,	the	greater	the	market	demand.”

We	have	superpowers

The	thing	about	things	(1)



Impact	of	Digitization	&	
Connectivity

“They	give	us	freedom	of	property	- they	
allow	us	to	use,	experience, constrained	
only	by	ourselves	and	the	law	- positive	
liberty	- they	allow	us	to	give	ourselves	
and	others	a	service.	BUT:	its	key	
constraint	is	ACCESS.	The	greater	our	
ability	to	access	our	things,	the	more	
freedoms	we	have	for	use	and	experience.”	
Ownership	v	Access

Digitization	and	connectivity		made	
physical	things	accessible	on	demand,	in	
context,	wherever.

Ownership	AND	Access.

The	thing	about	things	(2)



Impact	of	Digitization	&	
Connectivity

“They	provide	standardisation that	makes	
possible	for	firms	to	produce	them	to	scale	and	
therefore	be	viable	in	getting	these	products	to	
us.	The	benefit	of	standardisation comes	with	
the	disadvantage	of	RIGIDITY	- there	is	very	
little	variety	in	its	form	and	structure.	The	
greater	the	standardisation,	the	better	it	
conforms	to	economies	of	scale.	But	the	
narrow	the	market	segment.	Scalability	v	
Customization.

Digitization	and	Connectivity	made	an	
item	reconfigurable	after	
standardization.

Scalability	AND	Customization

The	thing	about	things	(3)



Impact	of	
Digitization	&	
Connectivity

“They	are	TEMPLATE	OF	BEHAVIOURS.	
How	we	experience	them,	use	them,	
be	with	them,	be	without	them	- they	
embed	themselves	into	our	culture	
and	lifestyles.	The	greater	the	freedom	
of	behaviours,	the	wider	the	market	
segment”

Digitization	and	Connectivity	
give	consumers	more	freedoms	
with	a	connected	product

The	thing	about	things	(4)



Impact	of	Digitization	&	
Connectivity“They	are	SOCIALLY	

CONNECTED	to	other	
things.	Bread	with	
butter	and	toaster.	Tea	
with	milk,	Washing	
machine	with	clothes.	
We	may	have	bought	
them	separately,	but	we	
use	them	together.	The	
greater	we	can	
coordinate	our	things,	
the	more	effective	is	the	
consumer.”

Digitization	and	Connectivity	give	
consumers	Effectiveness	from	
Communication,	Coordination	
between	people	and	things

The	thing	about	things	(5)



Impact	of	Digitization	&	
Connectivity

“They	are	not	
PERSONALIZABLE
after	they	leave	the	
factory.	Mass	
Customization	and	
postponement	can	
only	go	so	far.	The	
greater	a	product	can	
be	personalized,	the	
bigger	the	market.”

Personalization	to	context

The	thing	about	things	(6)









Let	me	give	you	an	example

Sensor

Urine	analysis	as	a	service



Information	is	leaking	out	everywhere

data	is	ubiquitous



Redrawing	boundaries	of	markets	across	
physical,	social	and	cyber	spaces

How	do	we	
pay	for	train	
journeys	
again?



We	need	to	design	&	innovate	
better	in	the	world	of	things

We	can	do	that	by	mastering	service



Working	with	UK	government	on	innovation	of	
things:	the	Business	Model	Innovation	Wheel

https://innovateuk.blog.gov.uk/2016/09/28/innovation-beyond-things-and-widgets/



Service	in	the	Future	of	Things



Service	is	the	co-creation	of	value	for	
outcomes/benefits/value-in-use

CO-CREATED
VALUE	that	is
higher	than
proposed Enhance

Realise

Peace	of	mind
Entertainment

Love

RESOURCES

RESOURCES????

Design	the	
physical	for	
co-creation,	
design	for	
connected	

use



This	camera	is	
available	so	it	is	
a	resource	in	

context

This	
camera	is	

not

Things	become	more	valuable	in	context	because	
they	enable	resources	for	value	creation

Service	is	
Contextual

Design	the	
physical	

product	for	
Context



Service	is	experience

Design	for	
Experience:	

brand,	
channel	&	
interaction



Service	understands	the	trade	
offs	in	Value,	Viability	&	Variety

Design	for	
Modularity

Cyber

Physical

Social

Human



Service	understands	
transactions

40	years	of	revenue	management,	pricing	and	demand	
management,	spot,	advanced,	in-service	transactions



But	even	for	service,	we	need	to	do	better

• There	is	much	work	to	do	on	the	Internet

The	Internet	is	about	to	change,	to	put	
individuals	back	in	focus



Part	2

The	Internet



Bringing	service	approaches	to	the	Internet

• The	Internet	hasn't	been	a	great	system	
to	put	individuals	front	and	center	of	
service
– Our	relationships	on	the	Internet	are	rather	
fraught,	some	may	call	it	exploitative	e.g.	Forward	
use	of	data,	sold	data

– Direct	relationships	between	individuals	and	
corporation	don't	seem	to	be	very	symmetric	and	
do	not	work	well



The	Internet	hasn't	been	a	great	
system	for	service	markets	either

• Companies	that		want	to	provide	a	
service	to	consumers	have	to	build		
a	lot,	in	terms	of	linkages	and	
interactions	with	individuals.

• To	do	an	app,	you	either	have	to	
build	all	the	plumbing	to	hold	
personal	data,	content	and	assets	
before	you	have	to	create	a	service	
for	the	individual	OR	

• you	build	it	on	an	another	
corporation's	platform,	with	a	
whole	lot	of	privacy	issues	OR	

• you	build	it	to	link	data	owned	by		
3/4	companies	who	can	change	
the	terms	of	engagement	at	any	
time



How	about	an	Internet	Platform	for	
US	– the	customer	

• Imagine	if	a	lot	of	the	plumbing	is	done	
– and	the	individual	owns	his	own	
Internet	platform
– we	have	our	own	servers,	data,	

assets,	content,	and	all	shareable	to	
build	new	services

– we	could	make	a	B2C	world	into	a	
B2B	world

– And	companies	can	focus	on	
service,	rather	than	plumbing

– AND	THE	RELATIONSHIP	IS	DIRECT	
WITH	THE	CUSTOMER,	not	a	
company	holding	the	customer's	
data



Our	recent	article	on	Scientific	American…

http://blogs.scientificamerican.com/guest-blog/what-the-apple-versus-fbi-debacle-taught-us/

And	then	the	issue	
of	custodial	rights	…



https://youtu.be/Li2U-MJsnEA

Introducing	the	HAT



http://hatdex.org

Designed	Ecosystem	for	Multi-
sided	Market	of	Personal	Data	
and	New	Economic	&	Business	
Models

£1.7m	UK	Research	Council	
funding
£140k	community	&	startup	
funding

University	of	Warwick
University	of	Edinburgh
University	of	Surrey
University	of	West	England
University	of	Cambridge
University	of	Nottingham
University	of	Exeter

4	platforms
3.5	years
2	startups
30	partners



Demo:	HAT



The	HAT	Community

http://hatcommunity.org













The	Internet	grows	up:	Data and	
Content	can	finally	become	a	Service

World	wide	web

Self	wide	web

• Match
• Personalized	offers
• Personalized	things
• Recommendations
• Cognitive	assistance
• Recall
• Computation
• Synchronised

personal	data
• Nudges/prompts
• Behavioral	

assistance

Have	you	got	your	HAT	yet?	http://hubofallthings.com



Part	3

Civil	Liberties



What	did	you	do	the	first	half	hour	on	
waking	up	this	morning

We	are	starting	to	behave	alike,	in	the	name	
of	efficiency	and	convenience.	

• 30	years	ago	
– a	huge	
variety

• Today	– 64%	
of	us	check	
our	phones	
or	tablets



Things	shape	us

• type	of	society	to	
which	we	wish	to	
belong	to	is	inherently	
shaped	by	the	things	
we	make.



This...	stuff'?	Oh.	Okay.	I	see.	You	think	this	has	nothing	to	do	with	you.	You	go	to	your	closet	and	you	
select...	I	don't	know...	that	lumpy	blue	sweater,	for	instance	because	you're	trying	to	tell	the	world	
that	you	take	yourself	too	seriously	to	care	about	what	you	put	on	your	back.	But	what	you	don't	
know	is	that	that	sweater	is	not	just	blue,	it's	not	turquoise.	It's	not	lapis.	It's	actually	cerulean.	And	
you're	also	blithely	unaware	of	the	fact	that	in	2002,	Oscar	de	la	Renta did	a	collection	of	cerulean	
gowns.	And	then	I	think	it	was	Yves	Saint	Laurent...	wasn't	it	who	showed	cerulean	military	jackets?	
….then	cerulean	quickly	showed	up	in	the	collections	of	eight	different	designers.	And	then	it,	uh,	
filtered	down	through	the	department	stores	and	then	trickled	on	down	into	some	tragic	Casual	
Corner	where	you,	no	doubt,	fished	it	out	of	some	clearance	bin.	However,	that	blue	represents	
millions	of	dollars	and	countless	jobs	and	it's	sort	of	comical	how	you	think	that	you've	made	a	choice	
that	exempts	you	from	the	fashion	industry	when,	in	fact,	you're	wearing	the	sweater	that	was	
selected	for	you	by	the	people	in	this	room	from	a	pile	of	stuff.

From	'Devil	
wears	Prada'	
(20th	century	Fox,	2006)



Service	and	the	Future	of	Things

• The	need	to	design	human-centric	ecosystems,	
markets,	offerings	etc.	in	the	future	of	Things

• Service research	and	practice	community	has	
always	put	human	beings	in	the	front	and	centre	
of	the	design	of	markets,	offerings	and	other	
ecosystems

• a	world	where	our	choices	and	behaviours	will	be	
restricted	by	'wonderful',	'amazing'	but	rigid	
products	and	systems	created	in	the	name	of	
efficiency	and	convenience.	 We	will	behave	the	
same,	we	will	be	robots	of	convenience.

• We	think	we	have	free	will	and	choices	when	in	
fact,	our	consideration	sets	have	already	been	
limited	by	people	who	have	not	understood	there	
are	different	ways	to	design



Key	Takeaways

• Things	are	becoming	a	service	experience:	impact	on	
design,	innovation	and	markets

• The	Internet	is	reshaping	itself	to	be	a	service	platform:	
with	digital	asset	aggregators	(HAT).	to	enable	better	
data,	connectivity	and	content	to	be	a	service	(and	work	
with	things!)

• The	things	we	make	shape	the	society	we	live	in.	Our	
behaviours	are	templates	of	the	products/services	we	
use.	We	have	a	responsibility	to	make	that	template	as	
liberating	and	free	as	we	can



http://Innovorsa.com/press



MAY	YOUR	FUTURE	
BE BRIGHT.

THANK	YOU

GET	YOUR	HAT	ON.
HUBOFALLTHINGS.COM


